Specializing in the teaching of defense science, technology, and management, the student population consists of 1,200 military and civilian students, 85% of whom study part-time away from the university campus.
The 2010 LibQUAL+ ® implementation raised two key challenges:
• Firstly, how can the library improve the response rate of the survey?
• Secondly, how will changes made to library services impact future LibQUAL+ ® results?
Improving Response Rate
Owing to the relatively small population at the School of Defence and Security with the majority of courses conducted during one academic year, the survey has always been sent to the whole population, no sampling has been applied.
All students and staff members receive an invitation to complete the survey through a generic university-wide e-mail message. Since the introduction of This enables further analysis of the implications of the Lite protocol on the scores received.
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Service Quality Assessment with LibQUAL+ ® in Challenging Times The library will be using LibQUAL+ ® Lite for the 2011 implementationafter assessing that there is no difference in the scores received for the two different protocols in the Cranfield context-as the Lite protocol offers the unique advantage of reducing response time and increasing response rates.
Further changes are planned to library services based on customer feedback with the aim of improving the results once again.
